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BUS Internal Customers Are Heard
BUS Division has conducted “Voice of the Customer” interviews with internal
customers from 21 of the 26 LANL organizations supported by BUS Business
Teams.  The VOC process employed by BUS uses interviews to identify key
customer issues.  A paperless survey is then used to allow customers to
identify their priorities for action.  The process allows BUS to understand and
focus on customer priorities.  The BUS Quality Support Office is currently
supporting 11 active Business Team VOC initiatives with refresher training,
consultation, and analysis services.  One hundred and thirty-four BUS
employees have been trained in VOC techniques.

potp@lanl.gov
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Financial related issues:

1. Timely info on status of funds

2. Useful, easy to understand financial
reports

3. Useful financial systems

4. Ability to provide input on financial policy
changes

5. Control over charges to my accounts
(program/cost center)

6. Time and effort reporting system and
process

Customer Priorities

Key Themes

Related BUS Initiatives:

•  Funds control initiative; BUS-2

•  Laboratory Interim Forecasting Tool (LIFT);

    BUS-7 & 8

•  Laboratory Permanent Forecasting Tool;

    BUS-2, 7 & 8

•  Business Practices Conversion Project

•  Financial Reporting System (FRS)

BUS Actions

Taking action on
customer priorities

Finance


